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Course description

Front Office Operations course unit presents and demonstrates a systematic approach to reception procedures by detailing the flow of business through a hotel, from the reservation process to check out and settlement and Farwell. The course examines various elements of effective front office operations, paying particular attention to planning and evaluation of reception operations and human resources
Course objectives

1. Explain the function and operation of the various systems, forms of equipment computer applications found in front office.
2. Understand the procedures for handling complaints.
3. Explain Reception procedures and management placed in context of the overall operation of the hotel.
Learning outcomes

At the end of the course students should be able to:

1. Apply basic concepts and principles of revenue management at the front Office
2. Use an efficient reservation system that records crucial information avoiding problems in processing various types of reservations.
3. Demonstrate key control and emergencies and management.
Course outline

	TOPIC
	SUB TOPICS
	FACILITATORS

	Introduction
	· Over view of the Front office department

· Roles of the front office department

· Personnel and their roles in the front office department
	Kato & Latif

	Relationship Between Front Office Department and Other Departments
	· Liaising with other departments
· Housekeeping Department
· Engineering
· Security
· Human Resources
· Food and Beverage Department
· Sales and Marketing Department
· Accounts Department
· The flow of information within a hotel
	Kato & Latif

	Guest Cycle
	· Pre-arrival

· Arrival

· Occupancy

· Departure
	Mercy & Latif

	
	1ST COURSE WORK TEST
	

	Front Office forms/documents
	Pre-arrival

· Reservation record/file

· Letter of confirmation

· Reservation rack and rack slips

Arrival

· Registration card/registration file

· Room rack room/rack slips

Occupancy

· Guest folio

· Vouchers

Departure

· Credit card voucher

· Cash vouchers

· Personal check vouchers

· Transfer vouchers

· Guest history records
	Mercy & Latif

	Front office equipment
	· Room rack

· Mail, message and key racks

· Reservation racks

· Information racks

· Folio trays

· Account posting machine

· Voucher racks

· Cash registers

· Telephone equipment

· Computer equipment and soft ware
	Mercy & Latif

	Guest Services
	Reservation

· Handling inquiries

· Handling advanced reservation

· Computerized reservations

· Confirmations and guarantees

· Group and conference reservation

· Reservations from other sources
Registration

Occupancy services
Guest Check in and check out 

	Mercy & Latif

	
	2ND COURSE WORK TEST
	

	Guest Accounting
	· Establishment of credits

· Posting Charges

· Night auditing

· Settlement of accounts
	Kato & Latif

	Hotel Communication and Property management systems


	· Telephone systems

· Facsimile transfer (fax)

· Internet and e-mail

· Paper-based written communication

· Face-to-face communication

· Communications service for guests

· Hotel, property or premises management systems

· General advantages and disadvantages of ‘computerizing’ the hotel

· 
	Kato & Latif


Teaching methods:

· Straight lectures

· Class Presentations

· Group discussions,

· Study trips
Mode of Assessment 

Course work 
1 


15%

Course work 
2 


15%

Final Written examination

 70%

Total                                   

100%
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